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m+Bfr* «««ih*S*i«1l»#Ah5iflES6fll1!fAA±Sft||, 
g*ttflAS±SfeS : «*3£»S«SSffljSW««3£«»Aji*i^^klltAJi^S 

itM^MW "^*fitA'\ "®vtm/m&\ «tttH¥tt» H+i*. 

(IX #ife^liAI^ 



i 



6 



(4), mnmum 

urn-. &&m*MT. ^nm^mm^nm^m^; 
en ^ km "<&mimm" 

(3) , JMrflt**#x# 

(4) , «H*#UH&XJ* 

Tifmsxffc 

8) &mmm&Mm&M®wttmmA%mffm%tJ§m<> 
30 6. ms^s* 2 BmM-ftmm&mmuMmmik, mmmm^c 

vaMmmmmmmicftjitt, &m&&tAmm® "mmmmmm* ^w^m^mm 
s*«fe« o "mm^m," wmmp&* mmm, situ, 

35 RtfflffiMc. 
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Mk^-tfefiJ^fcM CRM (Customer Relationship Management %F$kW^m.%.%0 %M 

^^fflp*®^. mmmmm&^m^ Mgtmmmnm&m; mmmp^m^mm. 

&*&w*, Mmm^n^mmxm, mmmmx^ mm&wxmm&m&fft 
xm-. mn^&&~^&mxmtt&mg^M&, &m&&&^&mx&mmm-'^& 



i 
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wvm&mmm+mfti mm&ttmmmmmmftimmm&mi*xm£mfL 
»i mwrnmrnmrnwrnxm^s^tti m^wmmmmmmmm^nxmm^ 

10 

ffmmmvt : ftmn&%m ' e ^M^mx\ "^mmmm\ "mt^/m&'\ "® 

15 # ; "^HA" ^Si!rA^^ 5 

(2) , frmmmmnB 

urn" it m^A^gc; 

(3) > m+^m&xm 

20 mm "mnmm" "&m&", "^/m&m&mm" m^rnxmrn-. 

in^m "&mx" mMs: 

(4) . T&mmxm 

®^wtej:&>Mtmffi'mwmxm0^; mm^mxmmmmm^mm^T.m 

en , %m "&mmm%" T.m 
30 m^x^mmmmmfmmmmMmm^mwMmmmwmmMMm "m/m&" & 
5i$f3i#"; "^m^tm" MxmmBmxmmm*; 
(2) , 

35 (3) . jkftmmmftum 
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"mmmm» m "mmm®* mm, #®%Mm®xmm t 
(4) , mmmmmum 

^^nmmm&mmmmmx^mmmwmmmx^mmmm±mm^, m 
5) ^mmxmmmmim^mmmx 

mm, mmmM^o "mmmmmm» -u^mm'\ -m&mm* ft±mmmrt& 

mmxwmmmmitnm. &*%Lwmmm*, &rWiMm&m& "mmmmim^" 
-*ff««ft«- m «mmmmm®» **tt«*9AAaK«g«ft*, mm 
%&xm&#mmiM&&m&*®&&m-&m&m®&xm& t mmxmmmjmm 
^mmmit^^mmmmxmmitmmm. thmmmmftftmwmmm*; m^mm 
xm®mmm®&&m^®m&*ttmmxmwmikmm* &&mm. 
^mm^xmwumHmj^ "mmnMrnvrnw mm u mmmmmm" m u mm 
mmm®^ ft%m~&&w&m®mmicwj:ftMfo® 0 
mm 

m 3 %*Rw~^mm&nmm®i£&ft7Fm® 
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m&mp., m&feXs mmffe. M^xk^m^mw^s^st. 

3km "^A" n u &Mmm" ft a $mmm u mmsmm, m "*mx" 
"wmm\ u mmn\ u mxmn\ a wmmw\ u mxmm" 

«a w ^tB«MMA#*^:^#^; "^^m^" & ,( ^mx" %w%l^ *mm&" mm 

4. ^}M®~ «35jS* ft 
20 -Sjjr ft «xmA" nXJK«AW*tfe«tt*«M4»A. "35 

ft "^^ w 

^" & "m M x* MiM^ms, 4> (s^i^> ftit? 
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mmm" mmmmmik^u. 
io "m<c>mA" Mnmi ^mmum a mmmm& a, u m*t^u" m- r, r 
n^m "m^mmuM" ib, Am "m^mm" axb„ 

«<> mtu, w&%L®iTmn] £ e&, "m&mu" w fr\ «+ w *n "M" mttm&% 4-.2-.L 

15 mm^mm^m* 

"U^mmum" mmnmmmwm *m*&m&&" tw^mih^ 

m "m<bmm" mmitmvcm*, ^sto^s, §t#i^ mm jig. mm. 

20 "u^mm" mnm-. ^mmam a mmmmit a, "mmam^m." & r, r m 
mmwt&to Mb, m*. Am m &*mm m axb. 

tarn \m^, ^m^mmmmmitwmm^Mm^mmmm^^m^nu 
%mwmm%r^m %mmm%mmm H4 ; %mmf*m&& m m&mm mi 
25 ttmmm*mm m mm, ikhumi H3 asm mi tsmmmmmm* 
mm H4 mm. 

A^o *hc± f *&H*!iaiaMI1!FAA. «HMFSAA, ««£*AA*i&«0*ftA 

30 

_ *T3fc«*«i!aw»WBfl5. ^Rm^j?mm^j±mm^mm^mm^mmm i 

35 *jfeS33, X«^«ftS33M««ttttCfllKS33K ^RMH«K S332. 
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= 1 1 



WLttMWm: S333> ff3&ff***#f Sgjfe S334> M&tf&ft&jfc S335 

S336* 

M&3mH4f, mm, m&m*&mi mmw^mm^ zL^mmmp f&m&&m 
i& si m\-mn T#&mmm3±m& mi ^mmmmm^ si ^mmmm^mm. 

H3 ftffi&JStt&ife S3 4>; iU*ffii±Tffiikj£««i^ S3 *3R«iUiE*4fe S31 ft 

15 umxw, mmmwmmammuwk S32, S32 ««« ^mmmmmnmmim^ S33 
w^*ife*»iaMt*fe S33K 3$ftft«(gt#t S332, smmm^mmtk S333. *r3& 

«*«I*#«t*fc S334 imMim-frtiiWk S335 ^AbS^^l^SmJgit^igi H22 

hKMmmmm H4 ^tjMUBM&sfe S4 <* mnmmmmmmmwm^fmm ft&m&m®. 
H22 si S2 mmmmmmm m mm.mmm^ S4 , mm, if»%mesmxtm*& mi. 
20 mmmmmik S2 &tt@5U$m/*tt«i&$« m, ^j^tm hi M^e^s^f e 

2, mmmm^nmmm 

fMigflNlife S3 4»M**^Th^«f«i*fe S335 liifiW, S335 8£!fc£jas&j5 

25 &mM.m&%ffiM.mmmmm. S335 H4 si^^w 

^^S4^ ; #E.«JBte&2ft#«*fe S336, S336 S1M&H2K W&aE&Sfcfcfe S2 & 
Wk%imF HI *BJ£«J&. #!l$P, S335 B^jjg, 49 1 ^#fit*-^€«il?IWHtfH]^P 

telHBA, #j»^*^JS^AH4 3fns4; inSiHtW^mBtlU^^jeitS^S^m, 

S335 3E«FiHffi S336, S336 tttft&ttii^ttA&tMJIiftffi;* *J»i&# HI , BVttU, M 

30 H3 mmimmm& S3 »w*»ffl^ w«**»««-?f»— aat«iiir» 

mF&mftmmfe S333 c&b 2B mm fefgflt««tHtes> 
35 Ahaatg, M*«aaEgifB««^:#«Rgia>M»^. **«ttaiEBfl*Hf*fNfc 
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ffij&toffi^^^AJisfc^&SftAS^sftSf. 

=&«*&g*fMra**fe S333 3s^f fir, tr^s^m^s^ S331 mm 2a m 

t^Hfl> WSi-t *^*H*A. SSIMfrftflrA. *i«K*W«H*A* fr 
Jftil-&H»A. «**fH»A, "m" «AA*SJ£SU ttAJMWW* "* 

mmmm" m&Rmrn** "mm&" tisinus, ^«^<tm> xjwrs]**^ 

a±3*]R«E»««1^5^. WBJiaSff«i!F3aS*4fcfrffl«*fcS333 (*Pffl2B0paO. 
f^t'&tJ— >h«*J4SM. S3331 3FFJ&, I^ffl^MtSW^PI^^ S3331 ^, S$8ft 
A*8«T&t«*I S3332o 

1> *$«t£t«1I S3332 

#nn 2, mmmmm S3332 ^m-i-x^s u i«^a" S33321; m-^jl 

J¥& S33322; SI = X#^ "T&it^/!e£" S33323: |gia>hX#fi "ft 

i+if ^» S33324o It&mmUT, !5l±XrtE«f W*»^XWl^#*. 

S3332 WfifH^Xfts^dl^JRaEitttt. ^T^^W^TMk^A#J fe S.lfeM, 

m s^t+^ raw a ^m&"o Rji*, tt^BW u mm&" ^«fm 

»m w w^iHc i tetter a *tb*«jr, wjRjsw&*i&tti&A*s?i«^ru4*EjRttTa* ! ii4fe 

S331 4«$frA. 

(1), ^^AXJ^S33321 
«*Afi*5fc»fct*tt«*W S332 ftffiAJAttttffrA*&* "^A" fflfA. #HA 
S3332= 

««Afll«a«i!fa*HlKSS3332 4'»A#aiW "^MA" 3Rig«iT*3R«W^»»«- 

«^A" mmwu^Aom^mM^ Mw.m&W£&&?&+ "^tA" km* a. 

Jh*MM*ft««*««K«-aM» H3 JS. XttSMMHM* H3 tMR&TMMtt 

m^wMT-^nmku, ^^m^mmK^ma "IM^ x# w « 



(2), ^T&nmW~L^ S33322 

"^«tA" m&&m&ffsvkftm&&M "^ha" etj # 
® n mmm n mnmx S333220 *t*Afl£»fr#*r "isa?^* x#wiiwj£t*&jiR 

f8«A^fr S33322 4>^A "^HA" fit) "&IP#?£" ft&ft%&&ft£ftft3B. 

"mxwm 'K^/S' XJT' *I^»#«J&, S331 t£$£iKi B*. 

JRtt^fflKIT— ^XJ^itt&n, #j£IH S331 ia«W»3a%f9A. 

(3) , mt^/m&Jlfr S33323 

si *^it "&/m&", S33323, ffi-^T+ "%/m&" xmmmmm. 

^Afifii S33322 ^Atm "^«a w "mmm" m "m/m&" fflsnn&m&ttix 

immftiE S33i ®feM"it&" mm, Mm&mmT—^JifrMmn, ^mm^ 

(4) ^ iSitif OiJim S33324 

mm^m^, m& S33323 wfejsMmm&m^&mmmmmftffim S3333 &m, 
swiifct S33323 mmm&m&mwibft'&mm S3332 wiir=>H i «iife. 
mmm+mm <3&x> 

©. 3RJ»^W St^s & "^#A" iSvf-XJ^ S33321 7F&jg§h 

& "5£#*i»S w i£itX^S33322 JF&S&f; 
©. a m w "&##it" B»S. ^ SihX^lSj S33323 ^SSr. 
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*is3333, m mmttmrnn S3333 &&m^xm %M&mmmxft sssmu km 
m j mmwj:j¥ S33332, mf^m^xm S33333 mmmmm^xm S333340 

en , mm u &mmm&" ij* S33331 
5 ««AA^Mffi«iftTh«e S3332 mmmm^mmmm S332 jfpas#K«*3^ "£/ 

^jS" W TOf£3j "^•iS^M" WAfi#FJ&8rA5ll S33331 

(2) , «J^«*#Ii^ S33332 

10 mm S334 ^umfMmm^m^mmmx^T-0mmfmmnmv\-Mo mm Am 
*&®&%m S33 1 Mfef$m ^s^r^it^ij . 

(3) > ^mm^Xm S33333 

m.-&x.m&PM "mmmm" m u mmmm" mm, #*psuiu»*frAS33333. 

15 (4) , fS«3*f#VHSXj^ S33334 

«*Afife»«1S^WWIfrtt**lfeifeW3E»fl!#«Th. S33334 
©. »#Wx«tiB3i£ "^ftA"; 

20 <d. tkftBM0Mm'>&m-^ u %m&" mwm>, 
®. >Mtmm.m "&/m&" w&M&m, 

25 wftw^sairA S33334, f&w^TOJR&g^tfi 1 , i&TOA;&#M3. 

«Mli#^itfn^#^S, 48*Afl#48#*#Wtt S3334 Bl«I^^S^ S331 

msmrmm S3335, ti^«?teftflis3335m*««Afl%«»*w-at4J». 
3, fttiti 

A^ ^I^PTl#SgI# : 

1) «HI«AA^KSi(in««^ S3330; 
2) &0,3£t£$:£, %«*AJl-j6«Th«« S3332, 

3) &mmm&feto&m%mmmA% S33324; 
35 4) mmmm&Mtoummmftm&j®mft%i S33332; 
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5) tfc& &mnm Am ffimmftmft^mm S33333-, 

6) scjRftPRw mmmmmwmgm S33334 ; 

8) S331 Wia«3!irffi*AjaaiT»*^« S3337o 

4. S3336 

* 

wmmmitmm. &^tkm%&®jA -mm&mAikmik" S333 

mm\%.i£frmmmtt:&Wktk S3330 ^ma^m-^mmmmA^, mmA%&m 
S333 mmMmmwmik^m&mmmmAmmmmm. ^.mmmm^m^mmmm 

B; iiflAwSIIiS^ftiMIft S3337 ^ ttffiHAm itkikiktf)i¥i£ » £ 

ft mhm, &w&%tmmm%w A^w^mmx «®n&mmw>m9k n S333 mm a m 

"fcftmm^MxtA C3RJ6#) mmm", mm&&%t "A" rnfrffi, 
<d. ^'SA^sn^^aA^x^atj^ii^o *&wmm u mmmM" m a m 
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"&&%t*kMffimmi i ¥" &mtn "RM^mA\ u mnmnuw\ "%Mia-mmm%" 
10 w-, "^R^mmmwmm^" ^iftiA^^sif. ^mmm^x^^m 

>&m*" &m#i& m "■s-mmmm" m^mm* 

15 f& "ttiMT" m "mmm" m^mm±Mm. 

mm^mmm, m$A%&mtt&m&i&mmmi& 0 
20 *%twM^R&m, mwm±&mftmmmitmm^Mmifrm&%L, &&&&& 

m 1: 

so mmm cm" &m b mmmnwi "j^^m pm" ^.m^u^jfnuW; ceo" 



11 



®^m\ mmm [%%*®] 

(+•) {stiii^} mmxm m&$i<£} 

(«) {^5E^> {m-^x^} mm-mm mm-mm 

§t#i#a 5% 

^St/^iS b 0% 

mmuft c 10% 

§^5B^D 50% 
fI#|TL^ E 60% 
f^HJS F 90% 

AX5%+BX0%+CX10%+DX50%+EX60%+FX90% 
'ff'll^'itXM 10% 50% 80% 

ft^iett 4 2 i 

t't'ifKl%iia^: AX10%+BX50%+CX80% 









JfHfttt A 


ffi 100% 




mmmmmm a 


*iiioo# 


&s 70% 


#r>i>«*&M b 


ffi 100 # 


&m 20% 


{t^ietb c 


ffi 100 # 


10% 




ffi40fr 






ffi30fr 






ffi20fr 




5%s£Mm*e 


*iio# 

















CB+C+D) X (a x 70%+b X 20%+c X10%) / 100+E+F 
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num" nm S33322, "$mmw m u mmm." «^tA" mm^> 1 
-t- "mnuw BPRraA-git "%/m&" S33323; °mm&* m «im 
mm" «&mx" mm* 1 + / m&" mnmx urn S33324* 

ttft-Htfitl:*^ 1 55, Jlitft^ 100 ^tc!M±W "ThfetfflHWT' g£ S33332 
AiAf^gh TPC-C Hi^Jj!— 

"®w&m sm" mm^mwcmmm^mmit m #@egr u mmm s» T^mm 
loo^jiTo cmm& s" m&mm ioo^sugkj "m^m&n, at\s333o. 
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jstsi 5i@2 mm 3 ag4 as 5 age 
te'MKte iser 4» to ^ ^ 

5 ffittftl* M^BJM MXft SfUlffc **** mi* »ftl* 

S 3 1ttHttft£ffir s « T¥ftW«1!Ftt*B. «JHM*tt si ft hi ±. 

50 Ji^kTt xl0%x 4+50 ^Htu x50%xl +50 ^Htc x80%xl = 85 TJ^TU 

10 

50 ^Htc x 90% +50 ^Htd x5%x2+50 xl0%x 2=60 ^Htc 

15 ®. ^iaiiw^«aaw^#^# 
©. mta 25 ^"Htc 

"mmm s" mjt^m^mm S332 *mm, c 

"®m% S" mi *BIT»JMI>JK«IES333. &*|«ttft c", 

flaw***-*-*** c fiiiitiis. tamsmttij* 

S" 1T^A&>h««jC£|igC|«««ih%S S3332, 

1) mm^mxxm 

"mmg> s" S332 mmm c "%.*mm n wm&&K "m 

JMH KPl" a Md« KP2" MM. S" *UTffiJM*AXtt. «XJft£a 

so KPl" Mftl&ft "KPl", «fcft« « ft 

KPi 7fm «xmM&mw, kpi w^a^^m "^#i¥^" ; -m** kp2" w& 
£s "kp2", «*ft» « «i "m&mm*. *mmu m ft a m 

02 A "xmM&mw, kp2 w>hA3Ri»Bii»jaft mmmmmp mi 

S33321 M 9&^^IK^^ffttifti^^4fr#^> '-fit/B^ 

35 «' Aft, mWtffiJ ^WMilff"' W#FJR. 
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2) frmm&wm^fr 

"ffima s" mm kpi *p kp2 m "mmt)\ m "m&mw ^mmnm 
"mmum:"o "mnum" ^^mm&mm S331 *mmmumm° mm, mt- "fit 

mm-" "^ax" w "ISM" #m^o u mmm" M»gf^«»H 
S332 wits^ig«*:#wftm. 

s" & "frtmmm" S33322 ^ itAKPi M&mm-. 

© fomm ^tA^p d p w^AittTO^/i, («^itt*fc#5H£ 
"ffim% s" & "wmmm" S33322 ^irx^ wft#t&?£: 

® KPI W^fct^R^, ^Jlk& 

3) Tgit^/lfe^X^ 

S332 mmmmft^mm* 



"ffi 


«^ s" iirx^ kpi mm 












® 


^HAj^n 


m& 


tpc-c imi- 






m& 


20 


CD 




m& 




© 









"fg*^ S" KP2 ISitW "^/J££ w : 

"&/m&" xm^ffitfi 
® ism ^ w®KPiBj&mmimM% 
S33323 igjei '^jsim' %&mmmvt&, m^n^mn 'mmmir" 

4) i&TK¥tei;p 
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-mm&m sm" &MMmm^m&^m&mm. : &mmm+ S33324, T^mm^tmrn 
Amffimmftztmm®: S3333. 

1) ^itmnm^xjf 

w% "&mmm%" irAm^s3333i 0 

2) i+Mmmmftxfr 

mmmmmmmu, a mm%. s" mfrmmm* i» ktma S33332 ^ 

(D. mimM^ u KPi"-, 

®. m?A& s" m rp a piiPM n ; 

®. wfsw« "kpi" "^/m&"-, %m "titffi" ^-e, h ^a" 

M^s33i^^, "it^isM" ^ifspRrm^fo m^mm 

& u mm^m sm" $ if mnmmm+M>mm *mm&m sw mmB^mfo 

3) ikffmmmftj:^ 

w m "mmmw mm, #&%£kmmm\ S333330 

4) itfttifftlff 

®. &S33323 «t>MSfB^iil "^m&" m%M®L&t 

m&fgMft^lftOT, S" ®M S33322 4" "KPI" itt "^ffl 

& S33323 tt&M "^m&" MSt^J "3tftm3»#®" 0 mS&t S3335 
7&0 »AS33321 — t- "titm^m." "m" "IT^:ilKP3"o 

**" % 

3m%±, c %mm n mmm^mm^ 1 mm 4 m^. 1 m "mm% 
1 Mgs«&±. s" m "mm^m sm" wtfi^ufciaTHKS S3332, 
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50 3f|t7n x 10% x 4 + 50 ^H7U x 50% x 2 + 50 75" 3t7G x 80% x 1 = 1 10 ll^TQ. 
50 ^H5£ x 90% x 2 + 50 77 iHjn x 5% x 2 + 50 ^Hin x 10% x 2 = 100 TjHtSo 

^ttmnm#}^vs®.jjfa 0 my*, wm^mmi vy&wfrmmi o^m^mm; 
3. mmwm 

bu±mm, &m&ARfrmmitf&& s333o> siitts, ^mmAR—fe&ft 
is«s3332. m,mnmxmmmmm-\r S33324, mmm&mnmitM S33332, w^mm 
mm^mm^s33334mmmmmxi^ "mmms" mxft#m&ft. 

1) mt. mmmmxmmmmi^^mmm: 

mmm^ma cjee 5 7). 

2) mmmmfom, m^mmxmmMwx^ : 

in, & c %mmm n f&mm&nm* 1 w&m&, mm t( mm% s w ^^g? 

& s" #mvift "kp2" mmmmnawmmAR* 

3) S3337 f Xd- S" f^*^W»i»*«: 

4mBH87£tta 90 # 

#MMB*fta«lS5 b 90 # 





100^- 




35 # 




30 # 




10 ft 




8# 


m&miM.®i f 


+ 1 # 



(35 + 30 + 10) x (90 x 70% + 90 x 20% + 100 x 10%) / 100 + 8+1 - 77.25 

4. MHdtoS 



17 



mmzwrnm S3336 %±±xttmwim#ftjmmmtoimm. «mv*m 
m\ «m'£>mM'\ "w&m&'\ mmmmmmmmMM. S3336 mMm^mmm 
m. ±±m "mmmm" cm^mm\ "u^mmn &m^mm% "mffi®&» cm>b 
mm\ "umn*") &}&m a rmM±^.^m "mmnm\ "m^mm" m a u^m 

—mm -mm -mm mmm 

iS'bffiM 1,200 77 900 7J 600 75" 800^" 

&^mm 800 7? 600 7S 500 7J 700 75" 

guffim 1,0007? 

foffi±&mffi, m&m&mM-mm, ±^m-mmm^, ^> a*, wmm 
&^mmi&&&M 6oo jsmTtm 900 jsmyhm^^m^m, wm%lm cm mm 900 
^7n^^**m#^#o ±.&m.mw$mtt ceo" M&mmmu£&m&M 

#ij2: 

®. mmm^m a m^mm" T&mnr-. 









is? 




5% 


50% 


95% 




1 


2 


4 



"ffimmm* n& "%mx" u mmm n mum®-. 
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7 



300 Tjmmrft&A 



&-&TStm^m i mm. 



e d b %L®m j Tawnim fxs m^mmwmm 20 ^#hf*^ <£if ftmat 

aim*, S335 Itfmto, "«*484» M 10 73§m, "i^ii" A 10.5 # 
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«iik^« s- S331 &mis»M&mm fxs 
jm?) S333330 m^^@^^si3tn«^ffl^m^#-H*o sfiBm^euwfijw^, 

^^i^J^m^i«'J <fg«*#it£'J) S33332, "ilk^H« S" itTO^^^M^ 
5 Wfr= "ilk£-ffe£E SM" "4k^H« S" itt^l^+inffe S33334» 

® 8 mm 9 frmmrtfr^m fxs mmmmw zd s" m& 

CD. te^^lfcj&8tfn-rtrJs&£rt#, 
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